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1.
General

There is a need to review and improve the way we respond to complaints.  There are a number of issues:


We must understand what constitutes a complaint.  The Council's leaflet on "Your Comments and Complaints" explains these to our customers as:

(a)
You feel we have done something wrong.

(b)
We have failed to do something we said we would do.

(c)
You were not treated courteously or efficiently by a member of our staff.

Complaints to Area Offices tend not to be logged into the CRM system which makes monitoring responses impossible.

Responses tend to be too slow with too few holding responses.

The language we use is bureaucratic, impersonal and cold.

There is inadequate independent scrutiny when the complaint is escalated to the Head of Service, the Director of Planning & Development or the Chief Executive
2.
Procedure

The complaints management system should be implemented as follows:

•
All complaints whether to local offices or Headquarters should be logged onto the CRM system.  
•
A holding letter should be issued if you feel that you cannot respond reasonably within this period.  It should identify the intended response date and the responsible officer.

•
A weekly printout of complaints showing target dates and highlighting outstanding responses will be issued to Managers.

•
If a complaint is escalated to Headquarters (Chief Executive, Director of Planning & Development or Head of Planning & Building Standards) the Head of Planning & Building Standards will ask for the original letter and response and an update from the responsible officer and will draft the response.  If necessary he will ask for the file to undertake a completely independent review.

•
The Head of Planning & Building Standards will return edited responses to complaints with tracked changes to give more meaningful feedback to case officers.

•
Amendments to responses will be discussed at management meetings so that lessons and improvements can be shared by managers and by staff at team meetings with a view to developing best practice.
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